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Abstract 
Growing research in educational leadership and management shows that there are many 
factors that have an impact on the running of effective schools. Many people are now aware 
of the importance of the school management‟s role in guiding successful schools. This 
quantitative study was conducted in Gauteng where 100 school managers responded to a 
questionnaire which probed them about their conflict management and competence skills. 
The participants responded to a 40 item Likert scale instrument. Each of the items had five 
alternatives to choose from. The results demonstrate that many teachers were never trained in 
conflict management skills and that they also find it hard to resolve disputes in their schools. 
Furthermore, a majority of the participants attributed the dysfunctionality and lack of teacher 
commitment to the pervading unresolved conflicts in their schools. There was also consensus 
that intractable conflict adversely affects the culture of learning and teaching in schools. 
Among the recommendations highlighted at the end are to ensure that prospective school 
managers are empowered with conflict management skills before assuming their positions.   
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CHAPTER ONE 
Introduction and background to the problem 
 
1.1 Background and rationale 
The South African Schools‟ Act (SASA) of 1996 stipulates that the school principal has 
delegated powers to organise and control teaching and learning at the school effectively 
(Potgieter, Visser, Van der Bank, Mothata & Squelch, 1997).  However, many school 
managers have found themselves occupying challenging positions and assuming a number of 
roles. Not only are they expected to lead curricular changes but they also need to be expert 
change managers. As curriculum leaders, many school managers have to provide guidance to 
teachers as they shift from the previous education system to the post-apartheid National 
Curriculum Statement (NCS). As leaders in change, the school managers need to guide their 
followers as they minimise the fear and resistance to change. Kotter (1999) points out that, 
among other responsibilities, leaders need to alleviate the fear to change.  There are a number 
of experts who have written about the unpredictable world in which school managers and 
leaders generally find themselves. Patterson (1986) wrote of a non-rational world that school 
managers operate in, while Peters (1994) opined of “crazy organisations” that engulf the 21st 
century managers.  
 
Many school managers may be daunted by the rapidly changing or fluid nature of the school 
as an organisation. They need to learn from their own mistakes, however, because that can 
strengthen the teaching profession by providing an honest and accurate understanding of their 
position (Grady, 2004). All meticulous school managers strive for effectiveness, while 
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successful school managers also have a strong commitment to fellow teachers in their schools 
as they build relationships with the learners (O‟Hanlon & Clifton, 2004). Schools that are 
beset by adversity, struggle to achieve success. Sometimes school managers complain that 
their schools are under-resourced and teachers are burnt-out hence it is not possible for their 
schools to succeed. Yet, O‟Hanlon and Clifton (2004) contend that to be an effective 
principal, one has to believe that one can achieve; that certain goals are attainable. 
 
In his study of effectiveness in schools Msila (2011) states that the challenge to principals is 
to identify the problems endemic in their schools. Furthermore, this author cites Botha (2004) 
who argues that the workload of principals is becoming unmanageable and, as a result, many 
principals, especially in secondary schools, lack the time for and an understanding of their 
leadership roles. Currently, in a period where rapid changes are occurring at a phenomenal 
rate, much is needed to empower and enhance the practice of school managers. Growing 
research has been conducted to acquire a better understanding of the politics of “failing” 
historically disadvantaged schools in South Africa. However, there is a huge gap in school 
management and research in South Africa in that the aspect of conflict management has been 
neglected. Many schools are plagued with challenges that are linked to conflict, and 
dysfunctional schools‟ performance is usually further hampered by these conflicts. Conflicts 
are caused by a number of aspects that create tensions between people.    
 
Corvette (2007) contends that conflict exists wherever and whenever there is an 
incompatibility of cognitions or emotions within individuals or between individuals. 
Moreover, this author avers that conflict also arises in personal relationships, in business and 
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in professional relationships in organisations and between groups within organisations.  Many 
schools have broken-down relationships because of the existence of this incompatibility. 
School managers in “conflict schools” will face a mammoth task as they try to be effective. It 
is also important to note that the leaders‟ philosophy will influence how they react to conflict; 
some perceive it as something to be avoided at all costs while others see it as an aspect that is 
necessary to propel change and foster organisational regeneration. Corvette (2007, p.34) 
posits: 
It is the perception or belief that opposing needs, wishes, ideas, interests, and goals 
exist that create what we commonly call conflict. Conflict is everywhere, and it is 
inevitable. It arises from many sources. In addition to being the antecedent for 
negotiation, conflict may also arise during negotiation. 
The subject of conflict is large and complex. Conflict if misdiagnosed, can lead to a 
spiral of antagonistic interaction and aggravated, destructive behaviour. 
It is in light of the above that school managers and leaders need to be empowered and 
prepared for conflict by being equipped with the negotiation skills highlighted above. School 
managers need a number of skills such as resolving conflict between staff members, resolving 
conflict between themselves and others and mediating during times of conflict, as well as 
ensuring that there is formal strategic management of school conflict. There have been a 
number of conflict incidents in schools where managers have been labelled by staff for being 
“reactionaries” and “anti-staff”, especially in highly politicised environments. In some 
schools the managers are still seen as the face of government hence the animosity towards 
them. Others might be impeached for misusing their powers by embezzling school funds, 
misusing their power and many other bases for conflict. However, many of the conflict 
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incidents in schools happen at a time when none of these school leaders are equipped with the 
necessary skills to deal with conflict.   
Sometimes school leaders may not be able to identify conflict when it happens. 
Understanding the dynamics of conflict will minimise the negative effects of conflict among 
educators. At a time when leadership styles such shared leadership are occupying centre 
stage, it is imperative that teams in schools understand the essence of conflict. Effective 
teams in schools will ensure that there is a climate and culture amenable to change and accept 
the positive aspects of conflict. It is crucial that not only should a school management team 
(SMT) of a school be empowered with conflict management skills but the entire staff should 
be as well.  
 
1.2 Problem Statement 
The above background illustrates the complexity of conflict not only in schools but also in 
general situations. The background also implies that conflict appears inevitable in today‟s 
organisations. The leaders and managers of organisations need to be competent as conflict 
management facilitators. Conflict competence is defined as the ability to develop and use 
cognitive, emotional, and behavioural skills that enhance productive outcomes of conflict 
while reducing the likelihood of escalation or harm (Runde & Flanagan, 2010).  
Given this background the main question for this study is: What are the conflict management 
needs of school managers in Gauteng schools? 
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1.3 Objectives of the study  
The main objective of this survey is to gather data from a sample of primary and high school 
principals and see what methods have been used, inclusive of attitudes and behaviours, 
pertaining to conflict management in their schools. It will be a cross-sectional survey that will 
seek to investigate the responses that the principals have made to conflict situations.   
The theory related to this issue will be used to: 
 provide an overview of the nature of conflict, 
 establish a framework of conflict management in schools, and 
 compare the conflict management in schools to conflict management in society. 
 
The research will investigate methods used by school principals in conflict management in 
order to: 
 assert that principals must possess leadership skills when dealing with conflict in the 
workplace, 
 develop a preliminary measuring instrument to investigate the methods school 
principals use in conflict management, 
 describe the management practices of school principals, and 
 compare the experiences of school principals concerning conflict management 
practices to what they expect the practices to be. 
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In order to achieve the objectives of this study, 100 school managers from various schools 
will be asked to respond to an instrument that requires them to describe the scenarios that 
prevail in their schools.  
 
1.4 Significance of the study 
In today‟s organisations, including schools, the managers or leaders‟ role in managing 
conflict is crucial to the success of the organisation. Runde and Flanagan (2010) examine the 
need for leaders and managers to develop conflict competence if their organisations are to 
prosper.  When leaders have self-awareness, they are more likely to have this quality. Ross 
(1993) avers that successful conflict management should address the underlying sources of 
conflict constructively by the development of shared interests among the disputants as well as 
the transformation of the disputants‟ interpretations of each other‟s needs and motives. Yet 
even with the learning of a number of suggested conflict management skills, obstacles may 
still stand in the way of conflict resolution and leaders and managers need to be aware of this. 
 
Keyser (2003) argues that it is important to look at the different types of conflict and, in 
particular, differentiate between functional and dysfunctional conflict. Many conflicts stall 
progress in schools because they break down teamwork and collaboration. In many cases 
schools become dysfunctional due to the escalation of unresolved conflicts which are 
compounded by the lack of skills on the side of management to deal professionally with 
them.  Snodgrass and Blunt (2009) contend that unmanaged conflict can create dysfunctional 
schools which deprive learners of their rights to citizenship through free and equal education. 
These authors also point out that constitutional values embedded in the Constitution, such as 
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human dignity and equality, cannot be attained in an atmosphere and contexts where conflict 
is endemic. This study will be significant in that it aims to understand the role of school 
managers and leaders as they work in challenging situations where there are conflict 
situations. 
 
1.5 Research methodology 
The survey research as a form of quantitative research will be suitable for this study because 
it will include a relatively large number of participants. Some data from survey research can 
be related to various other characteristics of the participants, such as gender, age, marital 
status and religion (Singleton, Straits & Straits, 1993). The survey research method is 
preferred here because of the economy of the design and the rapid turn-around in data 
collection. This form of quantitative study was also preferred because, unlike in qualitative 
research methods, it would be able to include a large number of participants. Data will be 
collected from primary and secondary sources. Singleton, Straits and Straits (1993) point out 
that primary sources are eyewitness accounts of the events described while secondary sources 
consist of indirect evidence obtained from primary sources. Secondary sources summarise 
content from primary sources. The third chapter discusses the methodology in great detail.  
 
1.6 Theoretical framework 
Whilst conflict can yield positive as well as negative results in an organisation, it is clear that 
negative conflict can negatively affect the commitment of teachers in a school. Croswell and 
Elliott (2004) point out that teacher commitment is identified as one of the most critical 
factors for the future success of education and schools. Arguably, many failing schools have 
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low pass rates because, among other things, there is no commitment among teachers. Change 
initiatives will fail if teachers are not dedicated to what they are doing in schools. Day (2000) 
also argues that teaching is a demanding profession where teachers need to maintain their 
personal commitment to the job if they are to sustain their enthusiasm. Graham (1996) points 
out that teacher commitment is a key factor influencing the teaching-learning process. In this 
study moral leadership will be used as the theoretical underpinning. Few will disagree that 
intractable conflict affects the essential moral leadership needed to steer a school to success. 
Wharton thus states that “Leadership is not about „technical‟ (or job) knowledge, it is about 
having followers, those who willingly work their hearts out to get great work done” (2000, 
p.9). In the second chapter this concept of leadership will be explored briefly and scholars 
such as Michael Fullan‟s notions on this will be shared.  
 
1.7 Delimitation of the research  
A sample of 100 school managers from various schools in the Gauteng Province will be 
drawn.  School managers include school principals, deputy principals, heads of department 
(HODs) and senior teachers who are part of School Management Teams (SMTs) in their 
schools. The sample consists of school managers registered in the Advanced Certificate in 
Education-School Management and Leadership (ACE-SML) as well as the Bachelor of 
Education Honours (BEd Hons), programmes in one university. These school managers will 
be drawn from the first year course groups. The university has sufficient student numbers in 
these groups to make this research possible. The selection has nothing to do, however, with 
module content of the potential participants. The sample will be selected because: 
 it is easily accessible;  
 the costs will be fairly low; and 
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 less time will be spent on the fieldwork. 
  
1.8 Definition of concepts 
There are three concepts that need to be clarified in this study and these are pivotal in 
understanding the basic objectives of the study. These concepts are conflict, conflict 
management and effectiveness. Below these concepts are explicated: 
1.8.1 Conflict 
The Webster‟s dictionary defines conflict as “a battle, contest of opposing forces, discord, 
antagonism existing between primitive desires, instincts and moral, religious or ethical 
ideals”. Borisoff and Victor (1998, p.1) point out that conflict is differences between and 
among individuals usually over goals, values, motives, ideas and resources. Thomas (1976) 
perceives conflict as a process that originates when one individual perceives another party 
has frustrated or is about to frustrate a goal or concern of his or her. 
 
All the definitions above show that conflict is a process that happens when two or more 
individuals or sides are frustrated when they cannot get what they want. In this study, this is 
how the concept will be understood.  
1.8.2 Conflict management 
Conflict management is a process that aims to limit and avoid future violence by promoting 
positive behavioural changes in parties involved (Hamad, 2005, p.5). Furthermore, Hamad 
argues that conflict management is different from conflict resolution and transformation for 
the latter two is more advanced than conflict management. Bercovitch and Regan (1999, p.4) 
define conflict management as an attempt by actors involved in conflict to reduce the level of 
hostility and generate some order in their relations. These authors also state that successful 
conflict management may lead to a change in behaviour and attitudes. 
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In this study the concept will be understood as merely changing staff behaviour. Whilst the 
literature review will look at conflict transformation and conflict resolution, for the purposes 
of this study conflict management refers to containing conflict in schools and ensuring that it 
becomes more positive than destructive. 
1.8.3. Effectiveness 
Effectiveness within the context of leadership refers to a leader/manager whose behaviours 
are able to satisfy co-workers for better or optimum performance and build a favourable 
organisational culture (Gedney, 1999). Goz (2001) refers to (leadership) effectiveness as a 
process of helping fellow workers and clients develop the leadership skills required to drive 
change efforts. Effective leaders are far better at making interventions that shape the future of 
their organisations. Ciulla (2004) argues that effective leaders are those who are ethical, that 
is, the effective leader displays competence that has a moral impact. In looking at the school 
managers in this study the term refers to how a leader works with his or her colleagues.  
 
1.9 Compliance with ethical standards 
Ethics is typically associated with morality and matters of right and wrong. The researcher 
will anticipate the ethical issues that might arise during the studies. Participants will be aware 
of the general agreement shared by the researcher about what is proper and improper in the 
conduct of the inquiry. The participants might withdraw from the research at any time. The 
participants will be briefed about their rights before they respond to the questionnaire. 
Research participants must be fully informed about the research processes at all times and 
should voluntarily give consent to participate in the study.  The participants will not have 
their identities nor their schools‟ identities revealed. The clearest concern in the protection of 
the participants‟ interests and well being will be the protection of identity (Babbie, 2002, 
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p.57). The principle of safety in participation is that the participants should not be placed at 
risk or in harm of any kind. During the identification of a research problem, it is important to 
identify a problem which will benefit the individuals being studied. Ideally, researchers treat 
the participants with respect and tell the truth when writing and reporting to avoid fabrication 
of data. Other procedures during data collection will involve gaining permission from 
individuals in authority like district officers and/or Gauteng Provincial officials. 
  
1.10 Chapter outline 
The study will be divided into six chapters as follows: 
Chapter 1 will explore the scope of the study. The introduction and problem postulation will 
be expatiated in this chapter. The researcher will also explain the objectives of the study and 
pronounce the hypothesis. 
Chapter 2 will explore relevant literature looking at school effectiveness literature as well as 
conflict management literature. While looking at the developments in school management, 
there will also be an exploration of how conflict impacts on organisations. 
Chapter 3 will focus on the research methodology that will be employed in the study. Here 
the researcher will explain exactly how the research instruments were used in the field.   
Chapter 4 will report on the findings as well as the analysis of the data.  
Chapter 5 will present a summary and the most important findings of the study as well as 
suggestions for future study. 
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1.11 Summary 
This chapter has given the reader background on the topic. It also serves to introduce the 
study and lay the foundation for later discussions. The next chapter focuses on the review of 
related literature.  
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CHAPTER TWO 
Review of Literature 
2.1 Introduction 
Collaboration and shared leadership are frequently highlighted by recent research as being 
amongst the most crucial terms in effective schools today. More than ever, research is 
asserting that effective teams will lead to successful schools. However, conflicts in many 
schools hamper any hope to build teams that would collaborate and share leadership. It is 
commonly found that many principals are not equipped to deal with conflict and this inability 
worsens the problems amongst staff members. When there is conflict, there is rarely any 
coordinated way of doing things and usually the role-players become further estranged. In 
fact, the traditional view perceives conflict as negative; conflict is seen as a dysfunctional 
outcome resulting from poor communication, a lack of openness and trust between people, 
and the failure of managers to be responsive to the needs and aspirations of their employees 
(Keyser, 2003, p. 290). This is the dysfunctional view of conflict which shows conflict as 
something that needs to be shunned because it leads to harmful behaviour. However, there are 
other theories that view conflict as functional and necessary. For example sociologists have 
highlighted the human relations view and interactionist view to conflict. The human relations 
view contends that conflict is innate in all organisations hence it needs to be accepted. The 
interactionist view also perceives conflict as a factor that has to be accepted and encouraged 
(Pierre & Peppers, 1976). The arguments for the support of reasonable conflict are to ensure 
that an organisation constantly puts itself under check and ensures that new ideas are 
promoted.   
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Keyser (2003) argues that it is important to look at the type of conflict being experienced as 
one has to differentiate functional conflict from dysfunctional conflict. Keyser (2003, p.291) 
argues: 
Specifically, there are three types: task, relationship and process conflict. Task conflict 
relates to the content and goals of the work. Relationship conflict focuses on 
interpersonal relationships. Process conflict relates to how the work gets done. Studies 
demonstrate that relationship conflicts are almost always dysfunctional. Why? It 
appears that the friction and interpersonal hostilities inherent in relationship conflicts 
increase personality clashes and decrease mutual understanding, thereby hindering the 
completion of organisational tasks.    
Conflict competent managers will be able to differentiate between the different kinds of 
conflict. Generally, conflicts stall progress in schools. Conflicts in many schools are often 
manifested in the formation of cliques where the language becomes so absurd that staff 
members refer to others as belonging to “that group and not ours”. When this occurs, 
teamwork and collaboration are not able to flourish. In many schools that are dysfunctional it 
is due to the escalation of unresolved conflict which is compounded by the lack of skills on 
the side of management to professionally deal with it.  Snodgrass and Blunt (2009) contend 
that unmanaged conflict can create dysfunctional schools which deprive learners of their 
rights to citizenship through free and equal education. These authors also point out that 
values embedded in the Constitution such as human dignity and equality cannot be attained in 
an atmosphere and contexts where conflict is endemic. Current research shows that the role 
of the leader is crucial in a school as an organisation; this then implies that conflict 
management should be one of the skills that school leaders have. The organisations today are 
usually in a state of flux and conflict is unavoidably part of these transforming organisations. 
Without conflict management skills, school leaders and managers are likely to be flummoxed 
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by organisational dynamics operating within the contexts of conflict. The first part of this 
chapter explores what literature says about school management and conflict escalation in 
general. The chapter then turns to the theoretical framework to be employed in this study.  
 
2.2 The anatomy of conflict escalation 
Pruitt and Rubin (1986) point out that, as conflict escalates, the parties involved change from 
relatively gentle opposition to heavier, more confrontational tactics. Furthermore, the 
disputants may change from not only wanting to win themselves but may also want to hurt 
the opposing party. Other sources describe conflict escalation as a more destructive, painful 
or otherwise uncomfortable process which is concerned with ensuring that persons or forces 
can be subdued in conflict. Conflict escalation has a tactical role in military conflict where 
one of the combatants can control an opponent‟s reaction by pursuing or trapping him or her. 
Some authors mention the impact on emotional development when they discuss elements of 
conflict escalation. They describe it as the gradual regression from a mature to an immature 
level of emotional development (Lawyer to Peacemaker, 2010).   
 
Conflicts and their escalation have been likened to game theory. Game theory emanated from 
human economic behaviour. Preushoft and Van Schaik (2000) define game theory as a 
mathematical theory that examines the outcome of interactions between two or more players 
who pursue their own benefits. Deutsh and Coleman (2000) also contend that game theory 
has made a major contribution to the work of social scientists by formulating in mathematical 
terms the problem of conflict of interest. On the one hand, game theory recognises that 
cooperative as well as competitive interest may be intertwined in conflict (as in coalition 
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games or non-zero sum games). On the other, game theory has been most successful with 
pure competitive conflict (zero-sum games) (Deutsh & Coleman, 2000). Game theory has 
been utilised to examine the outcome of contest and cooperation between two or more 
individuals who pursue they own benefits using various behavioural strategies. Maynard, 
Smith and Price (1973) mention the hawk-dove game where one sees that one cannot 
consider the fighting strategies of an individual without also considering the behaviour of 
others. In this game there are two strategies; one strategy is to compete for a resource in an 
escalated fashion and the other is to avoid escalation. 
 
Preushoft and Van Schaik (2000) argue that escalated fights involve costs. Many game 
models have considered physical costs, meaning costs of injury or energy expenditure, during 
the contest. However, escalated fights may be characterised not merely by high physical costs 
but also by the potential costs of losing future cooperation from a partner. Druckman (1993) 
shows how the conflict of interest in conflicts is reflected through a variety of games. Matrix 
games show that opposing players make choices between alternative payoffs over many 
plays. Druckman also adds that in these games the size of conflict is defined in terms of a 
range of outcomes where the possible differences between players is large, moderate or 
small. Druckman (1993, p. 26) points out: 
Of particular interest in these studies is the relationship between three types of 
variables: (a) the way conflict is created by manipulating the structure of the situation, 
(b) perceptions of players (e.g. the extent to which they view the situation as 
competitive, and (c) the players‟ behaviour which may be indexed, for example, as the 
number of cooperative or competitive choices made, whether agreement is reached, or 
the amount of compromise in decisions made at the end.           
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Conflict over a resource can develop into overt fighting. Preushoft and Van Schaik (2000) 
contend that whether a conflict develops into a duel depends on (a) each competitor‟s 
motivation; (b) each competitor‟s own estimate of how likely it is to win; and (c) the costs 
each competitor is prepared to incur when escalating the conflict into a fight. “Thus, other 
things being equal, highly motivated (deprived) animals should tend to risk more, and rivals 
armed with canines, spurs, tusks, and the like should tend to be more cautious” (Preushoft & 
van Schaik, 2000, p.79). Archer and Huntingsford (1994) state that when strangers meet they 
might try to acquire data about each other‟s fighting ability. This is a predominant activity 
among animals. Escalation of conflict is affected by these and similar aspects. If, at any stage 
of assessment, one individual senses it is weaker, less motivated or prepared to incur costs 
than its opponent, it should seek to withdraw (Preushoft & Van Schaik, 2000). Furthermore, 
these authors cite Smith and Parker who aver that escalated fighting is most likely to occur 
when both contestants are of similar power or when they have imperfect information about 
their power asymmetry. 
 
There are some theorists who regard escalation in conflict as being necessary in reaching a 
peaceful ending. Dana (2001) mentions the hydraulic theory of emotion which indicates that 
pressure contained within a closed system seeks release through some outlet. Dana (2001) 
represents escalation in a diagram he refers to as Conflict Mountain as illustrated below:  
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ESCALATION     Breakthrough 
  Confrontation phase 
 
  A: Conflict      B: Peace 
  Time  
 
Figure 2.1 Conflict Mountain (Dana, 2001, p.138) 
 
Climbing the mountain (escalation) is the only way to get to point B and usually triggering 
events might remind the stakeholders that they are not there yet. The above figure reflects the 
positive aspects of conflict escalation and this has two implications. Firstly, it is necessary to 
engage in confrontation before we can expect resolution and harmony. Secondly, it is 
necessary to ensure that neither partner will abandon the journey before reaching point B. 
    
Furthermore, Dana points out that the risk of harm to the relationship posed by escalation is 
real but is perceptually exaggerated. Kriesberg and Millar (2009) argue that the strategies 
adopted by an organisation as it begins to escalate a conflict have a great import for the 
trajectory of the conflict. Conflict escalation is often regarded as involving the use of 
violence but many non-violent, partisan ways can increase a conflict‟s scope and intensity 
(Kriesberg & Millar, 2009). Moreover, these two authors also point out: 
Escalation generally requires the devotion of increased resources to the struggle. This 
usually necessitates greater mobilisation of people. One strategy to achieve this is to 
arouse emotions of fear and hatred, forming a negative identity for the enemy relative 
to the group‟s own members. By depicting the enemy as subhuman or evil, leaders 
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justify extreme methods of struggle. Such a strategy, however, tends to make de-
escalation, settlement and recovery very difficult because the creation of polar 
identities limits future strategic options. 
 
The above is also described as an internally directed strategy of escalation. Kriesberg and 
Millar add that a contrary policy to the above would be for leaders to stress differences within 
the opposing side. The constituents may be told that not all the people in the opposing camp 
are an enemy. It is, however, true that escalation in some conflicts can trap both sides. Deutsh 
(2000) states that during the course of escalating conflict parties over commit to negative 
attitudes and perceptions, beliefs and defences against the other‟s expected attacks. During an 
escalated conflict a person, a group or a nation may commit to the view that the other is an 
evil enemy. Fisher (2000) concurs by stating that escalation feeds largely on fear and 
defensiveness in which a threat by one party to gain its objectives is met by a counter threat 
from the other and the reciprocal interaction moves to a higher level of cost each time around 
in a climate of increasing mistrust. 
 
Fisher (2000) cites Fisher and Keashly (1991) who offered a model of conflict escalation that 
shows the various shifts in social processes as a conflict intensifies. These authors 
conceptualised conflict as a combination of objective and subjective elements that escalates 
and de-escalates over time and proposed that “... the subjective elements increase and take on 
greater importance as conflict escalates” (Fisher, 2000). Fisher also points out that Fisher and 
Keashly delineated four stages of conflict escalation: discussion, polarisation, segregation and 
destruction. Destructive changes occur in several processes, including the disputants‟ 
communications, interactions and relations with the other. The last stage of this model, 
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destruction, reflects highly escalated conflicts where communication is non-existent and there 
are direct attacks; the other is viewed as non-human; relations are seen as hopeless; the issues 
shift to survival needs (Fisher, 2000).     
  
Anstey (2006) concurs with much of the literature cited above. He cites Deutsch who 
distinguishes between destructive and constructive conflict where the former tends to expand 
and escalate as the parties assume increasingly competitive stances. Furthermore, Anstey 
highlights Pruitt and Rubin‟s three models of conflict escalation the aggressor-defender 
model; the conflict spiral model and the structural change model (Anstey, 2006).  
Aggressor-defender model - this describes the situations where one party is active in pursuing 
its ends. The other party reacts and the escalation continues until the aggressor gives up or 
wins.  
Conflict spiral model - here the escalation is the result of a self-reinforcing circle of action. 
The spiral may be punitive or self-protective in character. This is also characterised by being 
a two way causation process where each party is reacting to the actions of the other. 
Structural change model - this one builds on the conflict spiral model with the argument that 
conflictual tactics produce residual changes in the parties and this enhances further 
contentious behaviour. In turn there are three types of structural change and these are: 
psychological, group and community changes (Anstey, 2006).  
 
The Lawyer to Peacemaker (2010) publication contends that escalation is charted in five 
phases each having its own characteristics and triggers. Stage One is part of normal everyday 
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life. In this stage people look for objective solutions in a cooperative manner and if a solution 
is not found, the conflict escalates. In Stage Two the parties alter between cooperation and 
competition. Each party tries not to show any weakness. In Stage Three the parties fear that 
the grounds for a common solution are lost. They lose hope for a reasonable outcome. The 
interaction between parties becomes very hostile. In Stage Four the parties‟ cognitive 
functioning regresses and the parties are not willing to consider the other party‟s thoughts and 
feelings. Escalation happens when one side commits some actions that are felt by the 
opposite side as a loss of face. In the last stage, Stage Five, progressive regression culminates 
in antagonistic perspectives where sacred values and superior moral obligations are at stake. 
 
2.3 Schools and safety: Avoiding violence 
Much research shows that effective teaching and learning cannot take place in an unsafe 
environment yet the art of creating a peaceful school environment poses great challenges to 
school management (Netshitahame & Vollenhoven, 2002). There are quite a number of 
aspects that can threaten stability and the smooth running of the school. Some happenings in 
schools create conflicts that might be sustained for a long time and debilitate the school‟s 
vision to succeed. There are many schools where conflicts start small in the staffroom but end 
up in courts of law. Some principals have, after the irretrievable break down of relationships 
with their staff, been compelled to leave their schools and report at the district offices for 
their safety and emotional stability. Conflict among teachers can involve egos as well, 
especially in situations where staff members do not want to be perceived as weak to the 
adversary. Sometimes these egos pose challenges for the mediator. Conflict among staff 
members also has the ability to unearth suppressed past conflicts. Apart from conflict among 
teachers, conflict in schools can be directed from various other sources too. Potts (2006) 
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writes about schools as dangerous places and highlights six aspects or dangers that are likely 
to create conflict in a school: dangers from learners to learners; dangers from teachers to 
learners; dangers from learners to teachers; dangers from teachers to teachers; dangers from 
the school environment and dangers from the natural environment. 
 
Although in this study the focus is on teacher-teacher conflict we should be mindful of other 
“dangers” in the schools. Snodgrass and Blunt (2009) argue that with the advent of a 
multicultural education system in the country with cultural beliefs and practices with the 
potential to ignite conflict, South African educators have emphasised the need to empower 
principals, teachers, learners and parents with the values, attitudes, knowledge and skills to 
manage conflict in a constructive manner. “However, teachers receive little practical training 
in how to deal with manifest and latent conflict. This disempowers them when they encounter 
conflict, and consequently they may react defensively, thereby exacerbating the conflict 
(Snodgrass & Blunt, 2009, p. 54). When teachers are not empowered, this means that their 
learners are even more unprepared for conflict situations. Yet learners today have a voice in 
school governance; being part of management, they need the skills to deal with conflict 
contexts. Empowered learners, for example, would be able to manage conflicts linked to such 
issues as xenophobia in schools and this is crucial in ensuring that all learners are in a safe 
schooling environment. 
 
2.4 Conflict, school management and the school climate 
Organisational conflict in any school impacts on its structure, climate and culture. There are, 
however, arguments that are raised stating that schools reflect society. 
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Social issues that impact the larger, national culture are mirrored within the school 
setting, such as divisions or subcultures that arise based on gender, ethnicity, or 
socioeconomic status. Although schools naturally reflect the larger, national culture, 
educational leaders also have the opportunity to reinforce or influence change in the 
school‟s culture through various mechanisms, such as organisational structure, 
decision-making processes, and inclusive dialogue among various subcultures and 
stakeholders. 
(Chance, 2009, p. 67) 
As implied above, conflicts in organisations might be manifestations of turmoil happening 
outside the school. It is generally accepted that the school that experiences negative and 
destructive conflict will have an unhealthy climate. Chance (2009) defines climate as the total 
environment of the school and it reflects the totality and interdependence of the ecology, 
milieu, organisational structure and culture of the school. This climate is closed during times 
of conflict; it becomes restrictive, principals lack concern for teachers and are controlling and 
directive. Usually in this climate teachers are frustrated, divided and uncommitted (Chance, 
2009). Within the school climate there is culture which is an important element in the 
manifestation of a school‟s climate. Culture consists of the values, beliefs and norms within 
the school community which are upset when conflict intensifies. It is the function of effective 
school management to restore these important components through proper strategies such as 
negotiation and mediation when conflict escalates. The actions of managers have a huge 
impact on the organisation‟s culture; through what they say and how they behave, 
management establishes norms that filter through the organisation as to whether or not risk 
taking is desirable (Martins & Martins, 2003). Some management teams lead schools with 
weak cultures; when management is not strong on organisational values, culture becomes 
weak and in times of conflict some teachers might not find adequate support and teacher 
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turnover will then result. Managers who, on the other hand, lead schools with strong values 
will thrive when conflict arises. 
 
Effective principals will emphasise the school goals and the teachers‟ commitment during the 
times of conflict. Leaders who are loyal to their organisation will ensure that their teachers 
are loyal too and this can be seen when they are resolving conflicts. Griffin‟s study (1987) 
found that teachers and principals rated problem solving as the most frequently used conflict 
resolution behaviour and these findings support earlier studies that found that problem 
solving to be the most valuable or constructive method of dealing with conflict. Furthermore, 
Griffin highlighted that total teacher commitment to the organisation is related to low conflict 
within the school. It is thus essential that school leaders cultivate and support such 
commitment.   
 
2.5 Conflict resolution strategies and the school manager  
Anderson, Foster-Kuehn and McKinney (1996) contend that negotiation is one of the most 
common techniques for creating agreements in the workplace. Furthermore, these authors cite 
Putnam who defines negotiation as a type of conflict management process characterised by 
an exchange of proposals and counterproposals as a means of reaching a satisfactory 
settlement. The Harvard Business Essentials publication (2003, p. xi) concurs with the above 
definition when they aver: 
Negotiation is the means by which people deal with their differences. Whether those 
differences involve the purchase of a new automobile, a labour contract dispute, the 
terms of a sale, a complex alliance between tow companies, or a peace accord between 
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warring nations, resolutions are typically sought through negotiations. To negotiate is 
to seek mutual agreement through dialogue. Negotiation is an ever-present feature of 
our lives both at home and at work. 
Negotiations also present a form of conflict management that is more consciously controlled. 
Yet, although negotiation involves more controlled communication than other conflict 
situations, the overall process is marked by greater ambiguity because of the stakeholders‟ 
lack of control over the outcome (Anderson et al., 2003, p.102).  Negotiations are sometimes 
plagued by pitfalls that might hinder any success in resolving the conflict situation. Deutsch 
(1991) highlights aspects such as cultural factors and how they have a potential to hinder 
negotiations. Deutsch argues that negotiators need to have an implicit understanding of 
cultural assumptions which are likely to determine how negotiators from different places 
perceive the world. “Lacking such knowledge, negotiators from different cultural 
backgrounds are likely to misunderstand one another and apt to engage in behaviour that is 
unwittingly offensive to the other: circumstances not conducive to constructive conflict 
resolution (Deutsch, 1991, p.36). Lum (2005) also supports this when he posits that people 
bring different experiences when they negotiate and that even in the same family, a mother‟s 
experience and her daughter‟s may be different and they may be negotiating across a cultural 
gap. When negotiations break down, it is frequently due to the misunderstanding and 
miscommunication that is created by the problem of not being able to see the world through 
the other party‟s frame of reference. Negotiations work better in some conflicts than in 
others. Destructive conflicts are sometimes very difficult to resolve as they escalate.  
 
Goldman and Rojot (2003) do not distinguish between negotiating and bargaining. They 
perceive the two terms as alluding to how two or more parties communicate in an effort to 
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agree to change or refrain from changing. Some authors have pointed out that when the 
necessary conditions are present people should avoid negotiating when agreement is not the 
goal of both sides (Anderson et al., 1996, p.120).  In the paragraphs that follow focus will be 
on a number of issues pertaining to negotiations and these include topics such as obstacles to 
effective negotiations, maps to negotiation and bargaining styles, as well as what to expect 
during negotiations.  
 
2.6 School leaders and conflict competence 
Runde and Flanagan (2010) examine the need for leaders and managers to develop conflict 
competence. These authors define conflict competence as the “ability to develop and use 
cognitive, emotional, and behavioural skills that enhance productive outcomes of conflict 
competence including the likelihood of escalation or harm” (2010, p. 2). When leaders have 
self-awareness, they are more likely to have this quality. The pressures in schools today 
require the principals to have expertise in dealing with conflict. Various authors spell out 
different ways as to how managers can deal with change. Ross (1993) avers that successful 
conflict management should address the underlying sources of conflict constructively and 
these are the development of shared interests among the disputants as well as the 
transformation of the disputants‟ interpretations of each other‟s needs and motives. Yet even 
with a number of suggested conflict management skills, obstacles usually stand in the way 
and leaders and managers need to be aware of this. 
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2.7 Obstacles to effective negotiation 
In the introduction it was highlighted that cultural factors can pose threats to effective 
negotiations. Yet true negotiations are possible when both sides have the desire to reach an 
agreement. In order to be successful you need to be able to identify when negotiation is 
possible, who to negotiate with and how to avoid bias in your own thinking (Anderson et al., 
1996, p.28). Furthermore, Anderson et al.  highlight a crucial point that underscores an 
obstacle: 
In some negotiation situations, agreement is not the goal of the other side. They might 
be interested in stalling for time, making points with their constituents, or obtaining 
media coverage for their grievances. Both sides must be interested in reaching an 
agreement through negotiation in order for the process to yield productive results. If 
both parties are not committed to reaching an agreement, negotiations are likely to 
become bogged down in technicalities. 
This extract shows that negotiations can be stalled by a number of issues that make the 
circumstances to be more complex. A conflict manager needs the cooperation of both 
disputants. Ideally, in negotiations the parties need to collaborate and be interested in 
resolving the conflict situation. However, this is not always the case because some parties in 
conflict situations are not interested in resolution because they are satisfied with the status 
quo. The Harvard Business Essentials (2003, p.47-48) suggest three aspects that can be 
utilised to ensure that reluctant bargainers come and negotiate. These are offering incentives, 
putting a price on the status quo and enlisting support. Using any of the above tactics might 
make the other party see the reason they need to negotiate with you.  
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Basically, there are two types of negotiations, distributive and integrative. Distributive 
negotiation is the one in which the parties compete over the distribution of a fixed sum of 
value. The key question in distributive negotiation is “Who will claim the most value?” 
(Harvard Business Essentials, 2003). On the other hand, integrative negotiation is one in 
which parties cooperate to achieve maximum benefits by integrating their interests into an 
agreement. Anderson et al. (1996) state that sometimes it is necessary to use coercive power 
to ensure that parties are motivated to negotiate.  However, Lum (2005) argues about the 
complexities of dealing with difficult situations during negotiations.   
 
Sometimes during negotiations it is not easy to reach an agreement. Many conflict theorists 
would concur that creating a fundamental framework helps and, moreover, successful 
negotiation needs to have a framework that is based on the following; the alternative to 
negotiation, the minimum threshold for a negotiated deal and how flexible a party is willing 
to be, and what trade-offs it is willing to make. Furthermore, the Harvard Business Essentials 
(2003) states that there are three concepts that are crucial in establishing this framework and 
these are BATNA (best alternative to a negotiated agreement), reservation price, and ZOPA 
(zone of possible agreement). The discussion will now focus on the BATNA which is very 
important in the absence of a deal. Knowing the BATNA means knowing what will happen 
when obstacles are stalling the negotiations process. The Harvard Business Essentials 
(2003:15) avers, “... always know your BATNA before entering any negotiation. Otherwise 
you won‟t know whether a deal makes sense or when to walk away.” 
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2.7.1 Knowing your BATNA 
According to Anstey (2006) the BATNA is a suggested strategy in place of the fall-back 
position; it should be the standard against which any proposal should be measured. 
Furthermore, Anstey points out that the BATNA is a protection against accepting 
unfavourable terms and not accepting favourable ones. He avers: 
A BATNA is developed by exploring what you will do if you fail to reach agreement. 
Planning is further assisted by thinking through the other side‟s BATNA. Depending 
on the process it may sometimes be wise for parties to advise each other of their 
BATNAs to assist in reality appraisal. …Fischer and Ury‟s contribution to negotiation 
theory is unique - it bridges distributive and integrative approaches to conflict 
resolution. 
(2006, p. 20) 
When people enter negotiations aware of their BATNA, they would know whether a deal 
makes sense or not. People who enter negotiations without this knowledge put themselves in 
an unenviable position. Moreover, being unclear about their BATNAs, some will reject a 
good offer that is much better than their alternatives due to being over optimistic (Harvard 
Business Essentials, 2003). The power of negotiating is enhanced when people know their 
BATNA.  
 
However, people should ascertain that theirs is not a weak BATNA. When one has a strong 
BATNA, one is able to negotiate for more favourable terms, knowing that they have 
something better to fall back on if a deal cannot be arranged. However, a weak BATNA puts 
one in a weak bargaining position (Harvard Business Essentials, 2003). Furthermore, the 
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Harvard Business Review highlights that whenever a negotiator has a weak BATNA, it is 
difficult to walk away from a proposal no matter how paltry it might be. However, this 
publication states that a weak BATNA needs three potential approaches to strengthening a 
position: 
 Improve your BATNA 
 Identify the other side‟s BATNA 
 Weaken the other party‟s BATNA 
Lum (2005) asks several questions about the BATNA. For example, the question of whether 
or not to disclose one‟s BATNA is important. Lum argues that one should ask oneself what 
one is trying to accomplish. Perhaps the negotiator wants to a have a deeper discussion, end a 
negotiation, speed up or test whether it is worth spending more time at the table. Disclosing 
your BATNA can also enhance a better discussion and more options, and can serve as 
persuasive criteria (Lum, 2005). Sharing the BATNA can be a display of assertiveness and 
some people prefer to share their BATNA to be straightforward and frank.  
 
Lum also goes further to look at how a party can disclose its BATNA without maximising the 
negative consequences of sharing this information. He states that in many situations this 
cannot be prevented at all. However, Lum (2005, p. 100) contends that one can reduce the 
impact of disclosure by being more transparent by explaining the reason for putting one‟s 
BATNA on the table. “Sharing your BATNA can come off as a threat, and you have to be 
able to defuse it. To do that, you have to be able to affirm your relationship before, during 
and after disclosure” (Lum, 2005, p. 100).  
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Lum (2005) also states that it can help to ask the other party to disclose their BATNA 
because people can understand their interests, provide criteria, create options, and create 
straightforward frank conversation - the more you know, the better equipped you‟ll be to deal 
with it. Asking may also help the other party because they may not want to disclose without 
any probing. However, parties need to be aware that other parties might be uncomfortable 
discussing alternatives and some may be reluctant because of confidentiality concerns. Others 
who are more adversarial may not share information unless it provides an advantage to them 
(Lum, 2005, p. 100).  Lum also suggests how parties can ask others to disclose their 
BATNAs: 
 Acknowledging that not agreeing is a reality of negotiating. 
 Affirming that we all have to do what‟s right for ourselves and our organisations. 
 Give the other party an out when you ask. Say, for instance, “To the extent that you‟re 
comfortable, can you share what your other possibilities are?” 
 Articulate a goal of creating the best possible agreement. By understanding each 
other‟s BATNA you may be able to generate a more creative offer. You can learn 
more about the other party‟s interests and ultimately meet those interests better if you 
understand their alternatives. 
As elucidated above no one should come to the negotiation table without a BATNA 
(Honeyman & Schneider, 2006). Moreover, parties should never disclose their BATNA 
unless the alternative is better. Other authors such as Brett, Pinkley and Jackofsky (1996) 
highlight the purpose of a BATNA as discussed above. These authors though suggest that a 
specific goal or self efficacy influences individual outcomes, and that the addition of an 
alternative influences the negotiators‟ willingness to walk away. Brett et al. (2007, p.135) 
point out, “It is the value of the alternative and/or the negotiator‟s self-efficacy benefits 
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previously associated with a BATNA that impacts settlement quality”. Negotiator 
effectiveness though is also dependent upon the processes followed. Below, the focus is on 
maps to negotiation.                                                       
 
2.8 Maps to negotiation 
Lum (2005) states that negotiation can be frustrating when one does not have a road map for 
the terrain ahead. Furthermore, he draws what he refers to as a value diamond as illustrated 
below: 
      Options (on the table) 
  
 
                       Interests (subjective) Criteria (objective) 
 
 
 
   No agreement alternatives (away from the table) 
 
Fig 2.2 The icon negotiation model/The ICON Value Diamond 
2.8.1 Interests 
These underlie positions and are subjective; they include the needs, goals, drivers, concerns 
and fears of each party. During negotiations, each party has its own interests. When a 
mediator is present, the parties might probe each other‟s interests in designing a solution. 
Lum (2005, p.5) refers to interests as “the nuts and bolts of agreements. They are concerns, 
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drivers, incentives, underlying the needs and motivators of the parties.” Furthermore, Lum 
(2005, p.5) contends: 
Interests are not the same as positions. For negotiation purposes, he can define 
positions as the demands of the parties. Another way of explaining the difference 
between interests and positions is to say that positions are what you want, while 
interests are what you need.  
When people focus on interests they are able to lay the ground work for a multitude of 
options. Moreover, the focus can prevent people from getting stuck in useless conflicts and 
stalemates 
 
The Harvard Business Essentials (2003) states that, during negotiation, we are confronted 
with the other side‟s positions and come to understand the interests underlying those 
positions.  Moreover, the Harvard Business Essentials point out that it is hoped that the other 
side will understand your position and interests just as well. Anstey (2006) argues that 
interest-based approaches cover the spread of negotiation and problem solving. The Harvard 
Business Essentials (2005) posits that those in negotiation should spend more time finding a 
deal that is better for both sides. There is also a need to signal that the proposal on the table is 
worth considering and that it may be improved by learning more about your respective 
interests and concerns. The publication also raises suggestions for generating integrative 
solutions: 
 Move from a particular issue to a more general description of the problem, then to 
theoretical solutions, and finally back to the specific issue. 
 Pay special attention to shared interests and opportunities for cooperation. 
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 Consider joint brainstorming with the other side - it can be very fruitful way of 
generating creative alternatives. Set ground rules that encourage the participants to 
express any and all ideas, no matter how wild or impractical.  
All these play a crucial role. These however, need certain skills to have been accomplished 
by the negotiators. It is a matured negotiator who will be able to utilise these as a solution is 
looked for. 
2.8.2 Options 
These are possible solutions to satisfy interests. They are possibilities that parties agree or say 
“yes” to. Lum lists a number of positive aspects when parties focus on options: 
 It generates more creative solutions. 
 It enables parties to satisfy their interests better. 
 It creates the best possible agreements. 
Options also provide answers in a negotiation. Furthermore, options that serve or satisfy 
shared interests or meet both sides‟ interests are the ones most likely to be agreed upon. All 
parties in a negotiation should brainstorm possible options and carefully review what they 
might agree to (Lum, 2005). 
2.8.3 Criteria 
These are precedents, benchmarks and standards. They serve as „objective‟ means to filter or 
narrow the options. Drawing up of criteria during negotiations ensures that no party feels that 
there has been unfairness. Moreover, the criteria also do a number of things. Firstly, it 
provides a rational, neutral approach to deciding among multiple options, secondly, it gives 
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negotiators the power of good principles and accepted standards, and finally, it protects 
negotiators against manipulators. 
 
Lum (2005) avers that in adversarial negotiations, criteria are deliberately ignored, forgotten 
or set aside. However, criteria represent a fairer source of power in negotiation - the power of 
legitimacy. Criteria tend to be more objective or less subject to the control of the parties 
involved. 
2.8.4 No agreement alternatives 
These are the self-help possibilities of each party if no agreement is reached. The no 
agreement alternatives: 
 help you prepare for a negotiation by clearly defining how far you‟re willing to go-
your Minimum Possible Agreement (or bottom line), 
 give you a backup plan, and 
 help prevent over- or under-estimating the other party‟s negotiating position. 
 
When both parties collaborate in putting options on the table, this can lead to a greater choice 
and creativity in coming to an agreement. Russels (online states that in many instances the 
most influential factors in determining the outcome of a negotiation are the parties‟ 
alternatives to a negotiated agreement. Parties are highly motivated to find common ground 
when they know what will happen if no agreement is reached. A no-agreement alternative is 
an important baseline for both parties to evaluate the merits of various options. The no-
agreement alternatives can be disappointing; they provide an emergency stop to spiralling 
losses that can occur in negotiations. Having a no-agreement alternatives helps, each side has 
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a clear idea of when they should walk away from the table and what will happen if they do 
(Russell, online). 
 
A BATNA is useful when parties are not able to reach an agreement. Effective conflict 
managers will invest time to understand the value of no-agreement alternatives when 
negotiating. N0-agreement alternatives may involve potentially competing coalitions, threats 
and counter-threats, or the necessity to keep negotiating indefinitely (Sebenius, 2006). Below, 
we look at the theoretical framework of this study. 
 
2.9. Theoretical framework: moral leadership 
Leaders who are led by a moral purpose try and build their schools through the 
transformation of conflict and the effective management thereof. Fidler (2000) states that, 
recently, there has been increasing attention to the ethical principles of management. 
Sergiovanni (1992) argues that school leaders should be moral leaders as well. Furthermore, 
he contends that school leaders are practicing a form of leadership that is based on moral 
authority but this practice is not acknowledged as leadership. Moral authority is downplayed 
and the values linked to this are usually deemed unofficial. Fidler (2000) extends the 
argument further when he posits that in any school there needs to be learning happening 
amongst staff and learners; this should also be moral learning. Moral leadership is about 
service for the primary characteristic of a moral leader should be the spirit of service: “He 
who serves the community most” rather than “He who dominates the community most” 
(Anello, 2008). Moral leaders empower others to meet the needs of humanity; hence a school 
principal who is a moral leader will ensure that school programmes meet the needs of the 
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community around the school. The school contributes to the society and staff members are 
empowered just for that: to serve the local community.  
 
To transform the bleak picture of principalship currently existing, there really needs to be a 
redefinition of school management and leadership. Much current literature points to the fact 
that the role of the school principal is crucial to systemic school change and learners‟ success 
(Fullan, 2003; Bush, 2007).  Fullan highlights a number of barriers to effective principalship. 
Some of these include self-imposed barriers such as loss of moral compass, „if only‟ 
dependency, inability to take charge of one‟s own learning, and the responsibility virus. Then 
there are also system-imposed barriers which include role-overload and role ambiguity, 
neglect of leadership succession, centralisation/decentralisation, and absence of a change 
strategy (Fullan, 2003). Moral leaders, according to Fullan, should move towards new paths 
for the moral imperative will never amount to much unless “school leaders take it on the 
road”.   
 
Furthermore, Fullan (2003) points out that moral purpose is no longer confined to this or that 
individual action but rather is a quality of the entire organisation. Fullan also underscores the 
six secrets of change: 
 Love your employees  
 Connect peers with purpose 
 Capacity building prevails 
 Learning is the work 
 Transparency rules 
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 Systems learn 
The above are crucial in averting dysfunctional conflict in schools. Moral purpose is the 
inward desire to make a difference, the deep driving force within a leader; probably it 
deserves the highest status but the practicalities of making transformation to happen demands 
thought, time and attention (Rowling, 2003). Linked to the moral purpose is the Courageous 
Leadership Imperative where failure is not an option for any child and teacher engaged in the 
building of a common philosophy (Blankstein, 2007). At the centre of Courageous 
Leadership in schools is not only the belief in all learners‟ success but a commitment to it. 
Blankstein (2007) also contends that one of the huge complaints learners share about teachers 
is the feeling that some teachers are not committed to their success. 
 
2.10 Summary 
This chapter mainly focused on conflict literature. It looked at the various aspects of conflict 
management. A literature review is crucial for any study to be conducted in that it involves 
finding, reading, understanding and forming conclusions about the published research and 
theory on a particular topic (Brink, 2000). This chapter showed what is already known about 
conflict management. It also gives a reasonable picture of the state of conflict management in 
organisations. The following chapter deals with research methodology. 
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CHAPTER THREE 
Research Methodology 
3.1 Introduction 
There are different types of research and various research experts use various criteria to 
classify these research types. Sukamolson (2010) points out that research can generally be 
classified into three main groups based on the application of the study, its objectives in 
undertaking the research and how information is sought. Frequently, research is also 
classified as historical research, present research or futuristic research. However, the two 
familiar concepts in most research are qualitative and quantitative research. These two are 
quite distinct from each other. Quantitative research underscores a numbers-based research 
discipline. It also yields data that is projectable to a large population. Moreover, because it is 
deeply rooted in numbers and statistics, quantitative research can effectively translate into 
quantifiable charts and graphs. Brink (2000) points out that quantitative research emphasises 
objectivity in the collection and analysis of information. In addition, the investigator does not 
participate in the events under investigation but is more likely to collect data from a real 
distance. Qualitative research, on the other hand, concentrates more on smaller and more 
focused samples. It is a highly subjective research discipline designed to look beyond the 
percentages to gain an understanding of the participants‟ feelings. Qualitative research 
methods assume that subjectivity is essential for the understanding of human experience 
(Brink, 2000). Qualitative studies yield rich in-depth data. Furthermore, both qualitative and 
quantitative research methods have advantages as well as disadvantages. Some researchers 
may prefer to use mixed methods where the strengths of both are utilised. Best and Kahn 
(1989) posit that both types of research are valid and useful. They are not mutually exclusive 
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and this is why it is possible for a single investigation to use both. In this study, however, 
quantitative research methods were utilised.  
 
3.2 Quantitative Research 
Cohen (1980) defines quantitative research as social research that employs empirical methods 
and empirical statements. Furthermore, Cohen opines that an empirical statement is a 
descriptive statement about what is the case in the real world rather than what ought to be the 
case. Similarly, Cresswell (1994) defines quantitative research as research that explains 
phenomena by collecting numerical data that are analysed using mathematically based 
methods. Unlike qualitative research methods, quantitative research is biased towards this use 
of numerical data. Sometimes, though, researchers may want to investigate cases that do not 
seem to produce any quantitative data. Critics might argue that some data is more qualitative 
than quantitative. Furthermore, many might also argue that in a field like education in 
particular, much data is more qualitative than quantitative. 
However, Sukamolson (2010, p.18) raises an important assertion when she contends: 
Many data that do not naturally appear in quantitative form can be collected in a 
quantitative way. We do this by designing research instruments aimed specifically at 
converting phenomena that don‟t naturally exists in quantitative form into quantitative 
data, which we can analyse statistically. Examples of this are attitudes and beliefs. We 
might want to collect data on students‟ attitudes to their school and their teachers. 
These attitudes obviously do not naturally exist in quantitative forms. 
For the above, one might develop an instrument that asks the participants to respond to 
statements where they can agree or disagree. The above also shows that quantitative research 
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methodology develops and employs mathematical models stressed above.  Given (2008) 
points out that the process of measurement is central to quantitative research because it 
provides the fundamental connection between empirical observation and mathematical 
expression of quantitative relationships. Among the strengths associated with quantitative 
data is that there is precision through quantitative and reliable measurement. Moreover, 
statistical techniques allow for more sophisticated analyses. However, there are also a number 
of limitations. Among these, according to Hughes (2011), are: 
 because of the complexity of human experience it is difficult to rule out or control all 
the variables; and   
 it leads to the assumption that facts are true and the same for all people all the time. 
 
3.3 The context of the study 
This study wanted to investigate the ability of school leaders and managers to manage 
conflict in selected Gauteng schools. The population consisted of candidates registered at one 
university; all of them were registered in the Advanced Certificate in Education - School 
Management and Leadership (ACE-SML).  The ACE-SML is a practice-based, part-time 
programme of study that is aimed at providing management and leadership support through a 
variety of interactive programmes that improve the students' practice, professional growth 
and ethos of leadership (Mestry & Singh, 2007, p.482). The programme equips school 
managers as they constantly learn about various themes in leadership and management. The 
participating HEIs (those offering this programme) offer it over two years of part time study. 
The questionnaire and the research design, though, had nothing to do with the content of the 
programme. The research was facilitated, however, by the fact that the researcher found 
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readily accessible participants who were doing the ACE qualification. The questionnaire with 
40 items was administered. These questionnaires were brought to a venue of the university 
and were collected immediately after the participants had completed them. The participants 
were all school managers and leaders. Their ranks varied from principals to deputy heads and 
heads of department. The majority of these participants, though, were principals from schools 
with varying backgrounds. Whilst a large number of the participants were from historically 
black schools, there were a few from historically white schools and historically coloured 
schools, as well as historically Indian schools. Here I am using the past apartheid 
classification because research has shown how the apartheid clout still looms large in the 
performance of many South African schools.  
 
3.4 Research methods 
The survey research as a form of quantitative research was suitable for this study because the 
study included a relatively large number of participants. Some data from survey research can 
be related to various other characteristics of the participants, such as gender, age, marital 
status and religion (Singleton, Straits & Straits, 1993, p.11). The survey research was 
preferred here because of the economy of the design and the rapid turn-around in data 
collection. This form of quantitative study was also preferred because, unlike with qualitative 
research methods, it would be able to include a number of participants.   
 
Data was collected from both primary and secondary sources. Singleton, Straits and Straits 
(1993) point out that primary sources are eyewitness accounts of the events described while 
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secondary sources consist of indirect evidence obtained from primary sources. Secondary 
sources summarise content from primary sources.  
 
3.5 Primary sources 
This refers to empirical collection of data and, in this case, the participants were requested to 
complete a questionnaire. The questionnaire consisted of open-ended questions. Permission 
was obtained from the Gauteng Department of Education as well as the university 
management to administer a questionnaire to the students. The researcher assured the 
participants that the data would be treated as confidential. Anonymity would be guaranteed 
and results would only be used for research purposes.  
 
3.6 Secondary sources 
Conflict literature was used as secondary material. The researcher also used recent journal 
articles on conflict management as well as articles on school effectiveness. The researcher 
acknowledges that not many studies have focused directly on school managers and conflict 
management hence some secondary data will be collected through the use of questionnaires 
as directed by the target group of this study (Struwig & Stead, 2004).  
 
3.7 Procedures 
There was a formulation of a hypothesis for the study. The study aimed to explore the 
methods used by school principals in dealing with conflict management with regard to what 
specific techniques principals employ in the face of conflict. A survey design was used in this 
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study and information was collected through a cross-sectional survey. A cross-sectional 
survey is different from a longitudinal survey where information is collected over a period of 
time (Bethlehem, 1999). As highlighted above, this design was appropriate because it is a 
quantitative aspect of research where the researcher did not manipulate any variables and 
there was no effort to determine the relationship between variables (Brink, 2000). 
Furthermore, Brink points out that in simple descriptive surveys, the researcher merely 
searches for accurate information about the characteristics of particular participants, groups, 
or situations or about the frequency of a phenomenon‟s occurrence. The researcher envisaged 
a sample of 100 participants. The major purpose of non-experimental research is to describe 
phenomena and explore and explain the relationship between variables (Brink, 2000). The 
researcher used a self-designed instrument which contained a number of Likert-type 
responses. These would later be scientifically analysed after the responses of the participants 
were received. A descriptive analysis of all the independent and dependent variables would 
be given. The report would indicate the means, standard deviations and range of scores for 
the variables. 
3.7.1 Questionnaire design 
In line with what Struwig and Stead (2004) state, the questions were formulated according to 
a model established during the literature study. There were two sections in the questionnaire. 
In Section A, biographical details from the participants were requested. Section B asked the 
research questions using a Likert-type five point scale searching for the school managers‟ 
perceptions towards effectiveness and conflict management. A pilot survey preceded the 
actual use of the instrument to ensure that the items on the questionnaire were clear and 
understandable. Twenty school line managers were given the questionnaires to respond to. 
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3.7.2 Sampling methods   
Non-probability sampling technique was used for the purposes of this study. Unlike 
probability sampling or random sampling which is more certain to be representative of the 
population, non-probability sampling may or may not accurately represent the population 
(Brink, 2000). In this form of sampling the selection of the sampling units is arbitrary as 
researchers rely on personal judgment (Struwig & Stead, 2004). Convenience sampling is one 
of the techniques that falls under non-probability sampling. The participants were chosen 
because they were accessible and they were all studying at one university. The study 
presented a special case where the participants were a homogeneous group and would all be 
readily available to the researcher. 
 
3.8 Delimitation of the research  
A sample of 100 school managers from various schools in the Gauteng Province was drawn.  
School managers include Heads of Department (HODs), deputy principals, school principals 
and senior teachers who are part of School Management Teams (SMTs) in their schools. The 
sample consisted of school line managers registered in the Advanced Certificate in 
Education-School Management and Leadership (ACE-SML) as well as the Bachelor of 
Education Honours (BEd Hons). The sample was drawn from the first year group and the 
selection had nothing to do with module content of the potential participants. This sample 
was selected because: 
 it was easily accessible,  
 the costs would be fairly low, and 
 less time would be spent on the fieldwork.  
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3.9 Ethical considerations 
Permission to conduct the study was obtained from the Gauteng Department of Education, 
and Appendix B contains the relevant documents. Participants were also assured protection 
from harm; the researcher explained to them that they would not be exposed to undue 
physical or psychological harm. They were also informed that there would not be any form of 
undue stress, embarrassment or loss of self esteem. Before the commencement of the 
administration of the questionnaire, the participants needed to give informed consent to 
participate. They were also told of the nature of the study to be conducted and the aims 
thereof were clearly communicated. The participants were also made aware that if they 
agreed to participate, they had the right to withdraw from the study at any time. 
 
The right to privacy, anonymity and confidentiality were also respected; the participants were 
told it was not necessary for them to write their names on the questionnaires. They were 
guaranteed that no one would know how each of them responded to the questionnaire items. 
Feedback from the final research report would be shared with the participants and the 
researcher explained that he would not fabricate any data to support a particular conclusion.  
All these points were also informed by the Nelson Mandela University‟s code of ethics.  
 
3.10 Trustworthiness of the research 
When applied properly quantitative research methods have to guarantee objectivity; 
moreover, the results should be independently verifiable within the scientific community. In 
this study the survey design was utilised to enable the researcher to be able to generalise 
information gathered from the sample of the teacher population in Gauteng. The survey was a 
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preferred data collection method because of the economy of the design and the rapid turn-
around in data collection. Information collection for this study included characteristics and 
attitudes of the school managers towards conflict management. Two concepts are crucial in 
any research and these are the validity and reliability of the study being described. Validity 
means a tool that measures what its sets out to measure, while internal and external validity 
refer to the overall design. Carter and Porter (2000) point out that internal validity relates to 
the extent to which the design of a study tests the hypothesis or is appropriate for the research 
question. External validity, though, refers to whether or not the research findings can be 
generalised beyond the immediate study sample and setting (Twycross & Shields, 2004).  
 
Reliability and validity were established from the beginning of this study. The instrument 
eventually used was piloted among a group of 30 principals to test its consistency by having 
them respond to the questions. 
 
3.11 Summary  
This chapter focused on research methodology and explicated the rationale as to why the 
quantitative research methods were preferable for this study. The chapter also looked at 
pertinent methodological issues such as sampling techniques as well as other procedures such 
as questionnaire design. Chapter 4 that follows looks at the collected data that will later be 
analysed.  
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CHAPTER FOUR 
The Findings and Analysis 
 
4.1 Introduction 
The study consisted of a variety of participants. The ACE course from which the sample was 
selected has different kinds of school managers: principals, deputy principals and heads of 
departments. In this study 70 of the participants were principals, 19 were deputy principals 
and the rest were HODs (heads of department). This chapter focuses on the findings. It 
reports on the responses of the participants to the questionnaire. In the second part of the 
chapter there is an analysis of these findings. Some of the qualities that stand out from the 
participants are the following: 
 64 came from former Department of Education and Training (DET) schools (former 
black African schools); 
 9 came from former model C schools (former white schools); 
 9 came from former House of Delegates (HoR) schools (former Indian schools); and  
 10 came from farm and rural schools. 
These are crucial in understanding the results later; to see whether there are any patterns in 
schools that have same history. In addition to the above characteristics 57 participants came 
from secondary schools, 30 from primary schools, one from a farm school and 12 from rural 
schools. Below, the focus is on results of the study.  
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In all the questions there were no huge standard deviations. The highest standard deviation 
was 1.50 and the least was 0.84. Standard deviation helps in telling us how dispersed the data 
is. It tells us the variety in our data.  
 
4.2 Some descriptive statistics 
In accentuating the previous point I have extracted a few items from the descriptive statistics. 
The participants responded to five items namely – Strongly agree; Agree; Not sure; Disagree; 
and Strongly disagree.  
Descriptive Statistics  
    
 
Valid N Mean Minimum Maximum Std.Dev. 
 B14 100 4.01 2 5 0.92 
 B15 100 3.56 1 5 1.30 
 B16 100 3.61 1 5 1.08 
 B17 100 3.41 1 5 0.96 
 B18 100 3.90 1 5 0.82 
 B19 100 2.41 1 5 1.30 
 B20 100 3.06 1 5 1.22 
 B21 100 3.18 1 5 1.19 
 B22 100 2.97 1 5 1.05 
 B23 100 2.90 1 5 1.37 
 B24 100 3.06 1 5 1.20 
 B25 100 3.06 1 5 1.11 
 B26 100 3.13 1 5 1.50 
 B27 99 2.91 1 5 1.17 
 B28 100 3.06 1 5 1.07 
 B29 100 1.63 1 5 0.95 
 B30 100 3.06 2 5 1.03 
 B31 100 3.19 1 5 1.04 
 B32 100 2.19 1 5 0.84 
 B33 100 3.18 1 5 1.21 
 B34 100 2.25 1 5 0.86 
 B35 100 4.30 1 5 0.99 
 B36 100 2.70 1 5 1.28 
 B37 100 3.45 2 5 1.10 
 B38 100 2.16 1 5 1.02 
 B39 100 2.55 1 4 1.14 
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Taking a few examples from the above the above descriptive are a response to some of the 
following research instrument items: 
B14. There is no conflict in your school. 
B15 your school is dysfunctional because of conflict. 
B17 Conflict is suppressed before it surfaces in your school. 
B26 Your school deals with conflicts effectively. 
B37 The management in your school has given up because of conflict. 
These items show that in many items the participants shared  the same sentiments. This ten 
means that in most cases the low standard deviation clearly showed that school managers in 
many schools have similar scenarios in their schools.  Below the focus is on the analysis of 
the results.  
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4.3 The results 
 
 
Chart 1. School management experience 
 
The chart above shows various aspects about the participants‟ characteristics. Chart 2 shows 
the management experience of many of these teachers the majority of whom came from 
historically black African schools. It is interesting to see how the participants shared the 
various aspects which clearly indicate that they are far from being conflict competent 
managers. Below, I analyse a few of these as illustrated in the descriptive statistics above.  
 
In response to the question of whether or not the school managers always try to avoid conflict 
in their schools, 51% responded by stating that they did always try to avoid conflict in their 
schools.  This should be a concern to stakeholders interested in school improvement. If more 
than 50% show the need to avoid conflict, this means that more than 50 schools in the sample 
will hardly grow for the better because dissent is shunned and interpreted as being inimical to 
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school success. This is unfortunate because an organisation that works hard for change will 
frequently experience differences among the members. It is also pertinent to note that 49% of 
the respondents also strongly agreed or agreed that “conflict is always dangerous to 
organisational growth”. It is clear from these two sets of closely linked responses that school 
managers equate a healthy organisation with one that is quiet and does not reflect any 
conflicts. There appears to be fear and loathing for conflict situations. A reasonable 
percentage of the participants also maintained that school managers cannot be conflict 
specialists. Forty five percent pointed out that managers cannot be effective in conflict 
resolution. 
 
There is a sense of helplessness in a number of school managers when it comes to conflict 
management. The sense of avoidance of conflict is underscored by the belief that teachers are 
not able to resolve conflicts. This is, however, no surprise when one gets to understand that a 
large number of teachers were never prepared for conflict management in any form of 
training before assuming their duties as school managers. One questionnaire item was: 
“School managers and leaders were never prepared for conflict resolution in schools”. The 
responses to this item were as follows: 
57% - Strongly agree 
34% - Agree 
7% - Disagree  
2% - Strongly disagree  
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The above statistics and chart illustrate that almost all the participants never got formal 
conflict management training before they assumed their positions of being school managers. 
From this one can deduce that it is no wonder that many of them feel despondent when faced 
with conflict situations and hold the belief that teachers can never be effective conflict 
managers. Furthermore, 50% of the participants pointed out that they do not find it easy to 
resolve conflict between themselves and their teachers. More than 58% also maintained that 
they do not find it easy resolving the conflicts among colleagues.   
 
Another detrimental aspect of the schools is the absence of working teams and shared 
leadership in the staff. Fifty one percent of the participants pointed out that leadership is not 
shared in their schools but tends to be the responsibility of the school managers. This has an 
impact on the morale of staff for 58% agreed (some strongly agreed) that conflicts in their 
schools have been worsened by conflicts. An alarming 33% of the participants also stated that 
their school management has “given up” due to conflicts within the schools. In addition to 
this, it should be disconcerting to learn that 32% of the sample stated that conflict in schools 
cannot be owned by school management; eleven of them were also not sure whether or not 
conflicts in schools should be attributed to school managers. All these responses show how 
ignorant school managers can be in the management of conflict.  Unfortunately, this impacts 
negatively on their competence in leading schools as well as on the circumstances at their 
schools.  
 
Throughout the response frequency sheet, there is the sustained portrayal of school managers 
as underprepared when it comes to conflict management strategies. Few participants stated 
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that they are familiar with negotiation strategies. 80% of them stated that they had “some 
knowledge” of negotiation strategies and 75% had “some knowledge” of mediation in 
conflict situations. Moreover, in the past five years only 35% attended conflict management 
workshops and found them effective. Twenty eight percent also attended such workshops but 
found that they were not helpful, while 37% did not attended any conflict management 
workshops in the past five years. The various ways in which the participants try and resolve 
conflicts in their schools show the impact of their inadequate preparation in conflict 
management. Avoiding conflict and suppressing it before it surfaces reflects the managers‟ 
ignorance when it comes to issues of conflict management.  
 
Apart from the lack of training in conflict management strategies, the responses show that 
there are other factors that have an impact on the management of conflict in schools. 
Dysfunctionality, absence of team work, lack of stakeholder participation (such as from the 
parents) are some of the items pointed out by the participants as playing a role in their 
competence to manage conflict effectively in their schools. The section below now focuses 
on the analysis of the results. 
 
4.4 Analysis of the results   
Results explicated above reflect a number of shortcomings that school managers in the study 
have when it comes to conflict management in their workplaces. The majority of the 
participants are facing a number of challenges when it comes to issues relating to the 
understanding of conflict situations. Below, the focus is on a number of themes that analyse 
the results portrayed above. I will discuss the results under the following sub-headings: 
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 moral purpose and conflict management; 
 vision and mission: the links to moral purpose; 
 conflict management skills; and 
 productive conflict. 
4.4.1 Moral purpose and conflict management  
The theoretical framework in chapter 2 highlights the need to help teachers to have a moral 
purpose. After looking at the results of the study it is clear that there is a gap in leadership 
when school managers are unable to lead well in conflict situations. Conflict management is 
among the cornerstones of management because it happens all the time in organisations. If 
managers cannot handle conflict, they cannot assume the important role of being effective 
change agents. Fullan (1993) points out that moral purpose is about making a difference, 
about bringing about improvements. Very few in the study can be said to have this zeal to 
lead change meaningfully. Unresolved dysfunctional conflicts stall progress in any 
organisation. Those participants in the study who label their schools as dysfunctional may 
simply be implying that there is no conflict competence and those who lead have little moral 
purpose. 
 
When leaders have the moral purpose they are able to build a learning organisation that 
embraces vision for change. However, the responses of a number of participants show the 
despondency felt by educators. Moral leaders would deal effectively with protracted conflicts 
detrimental to the operation of the organisation. The apparent lack of collaboration in the 
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participants‟ schools indicates that there is this absence of learning communities in schools. 
Hiat-Michael (2001, p.115) argues: 
The term learning community connects both the individual human activity of learning 
and the interdependence of the members of the organisation. A model, proposed many 
years ago by Getzels and Guba (1967), graphically portrays the importance of the 
connection between the individual and the organisation. Elements of their model have 
adapted and connected with the terms learning organisation and communities of 
practice to create this vision for the learning community. It is important to connect 
both terms because the educational leader could focus the individual members‟ desires 
to the detriment of maintaining a cohesive community. 
Furthermore, Hiatt-Michael points out that a learning community makes all the members 
accept responsibility for the growth and change of the organisation. The moral purpose 
enhances the values of collaboration and community within the learning community. “In 
schools, the leader creates a learning organisation by showing a sense of trust and respect for 
each member of the group” (Hiatt-Michael, 2001, p.118). Fullan (2002) also writes about the 
importance of principalship in portraying the “big picture” and transforming the organisation 
through people and teams. In his framework for effective leadership crucial in building the 
learning community, the school leaders become part of a larger whole. It will always be very 
difficult to enhance the learning community in a world of conflict. The moral purpose also 
goes hand in glove with the vision and mission of the organisation. 
 4.4.2 Vision and mission: The links to moral purpose       
The 28% of participants who operate without a vision in their schools is shocking. It would 
be difficult for these schools to operate well without any vision. The vision gives direction to 
the school staff. Dysfunctional schools wrecked by conflict are unlikely to have a sound 
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vision. The EdPsyc Central (online) site points out that an effective conflict resolution 
programme begins with vision and mission statements. These identify a sense of purpose and 
set forth specific goals. When teachers work within the context of sound vision and mission 
statements, they tend to be committed to the organisation. Giving in to pressure because of 
conflicts is the last thing committed teachers do.   
 
Croswell and Elliott (2004) point out that teacher commitment is identified as one of the most 
critical factors for the future success of education and schools. Arguably, many failing 
schools have low pass rates because, among other things, there is no commitment among 
teachers. Change initiatives will fail if teachers are not dedicated to what they are doing in 
schools. Day (2000) also argues that teaching is a demanding profession where teachers need 
to maintain their personal commitment to the job if they are to sustain their enthusiasm. 
Graham (1996) points out that teacher commitment is a key factor influencing the teaching-
learning process. Below, the focus is on the definition of the concept, teacher commitment. 
There are quite a number of authors who have explored factors that affect teacher 
commitment. Firestone and Pennell (1993) list six key factors that affect teacher commitment 
and these are: teacher autonomy, efficacy, participation, feedback, collaboration, learning 
opportunities and resources. All these factors can be very crucial in averting conflicts in 
schools. Teachers need all of these factors in order to be effective within the organisation of 
the school. 
 
Many dysfunctional schools might be failing because teachers have lost the commitment to 
their profession. Milner and Khoza (2008) contend that aspects such as teacher stress and 
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school climate are pertinent when one looks at teacher commitment. Conflict situations can 
compound aspects such as teacher stress and aggravated school climate hence there is this 
need for teacher commitment. Dawson (2007) also points out how the moral purpose and 
vision are important to teachers. He posits that for many teachers it is difficult to separate the 
individual from the teacher; their sense of identity is tied up in their work, with teaching 
becoming a way of acting out their values. 
 
Schools with vision can help teachers in shaping these values including how they could 
resolve conflicts. Conflict resolution strategies and attitudes towards conflict should be part 
of organisational culture. This organisational culture is shaped by values that can be captured 
by the vision and mission of the school. Schools with effective vision and mission statements 
tend to have better relationships and commitment. Fullan (2001) argues about the need to 
develop relationships and foster coherence and knowledge building.  
4.4.3 Conflict management skills 
The literature review chapter portrayed various skills needed for conflict management. 
Mediation and negotiation are among the most important of these skills. In this study it is 
clear that almost all the participants (more than 80%) were never formally trained in conflict 
management hence they lack the necessary skills. Johnson (2003) states that people engaged 
in a conflict try to respond in two dimensions – concern for themselves and concern for 
others. Conflict resolution efforts depend on how well both concerns are satisfied. Johnson 
represents these dimensions as win/lose scenarios. 
 Combinations: 
 I win and you lose, 
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 I lose and you win, 
 I lose and you lose, 
 We both win and lose some, and 
 I win and you win. 
The above are linked to a number of responses including the avoiding response, the obliging 
response, the compromising response and the integrating response. As school leaders deal 
with conflicts, they will learn more complex and effective ways of dealing with conflict. The 
literature review showed how important it is to understand the processes as one tries to 
enhance the conflict management and competence skills. After lots of practice and learning 
one can become an expert conflict manager. Johnson mentions seven guidelines that can 
enable one to be an expert conflict manager: 
(i)  begin each conflict episode with an „I win, you win‟ intent to resolve the conflict; 
(ii)  use communication styles that show a focus on others, rather than on self; 
(iii)  assess the power relationships involved in the episode; 
(iv) employ strategies used by expert problem solvers; 
(v)  spend time reflecting on the relationships between conflict responses, problem 
solving, communication, and power for each conflict scenario; 
(vi)  analyse the behaviour of expert school leaders who have become expert conflict 
managers; and 
(vii) evaluate and reflect on the aftermath of your conflict management and continue to 
work towards expert leadership. 
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The participants have not learnt many of the above skills hence they are intimidated by 
conflict. Without skills conflict management can be a daunting exercise. The Dynamic 
Leadership Publication points out that dynamic leaders know that conflict is natural in 
organisations. They then learn effective strategies for managing it, including ways to: 
 manage their own emotions; 
 address their own conflicts; 
 address others‟ conflicts; 
 practice assertiveness; 
 aid negotiation; and 
 promote mediation. 
4.4.4 Productive conflict 
The challenge of many managers generally is to try and make conflict productive rather than 
lead to dysfunctionality. From the participants‟ responses, it is clear that there is no 
experience of productive dispute. Many of the conflicts lead to chaos and tensions. Yet 
Eisaguirre (2003) avers that productive conflicts are what she calls good fights which have 
distinguishing characteristics: they honour the value of conflict; they are open not masked; 
they concern ideas not personalities and they involve skilful expression and management of 
emotion. School manager in the study are clearly in need of the skills of being able to change 
conflict into productive dispute. Eisaguirre (2003) again points out that research demonstrates 
that organisations with constructive conflicts are more creative, productive and innovative 
and these are qualities every organisation needs in today‟s environment. In an earlier chapter 
the characteristics of destructive and constructive conflicts were mapped out. Deutsch (1973) 
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points out that while some behaviours produce dysfunctional, destructive and unproductive 
responses, other behaviours do produce functional, constructive and productive responses. 
Deutsch also posits that behaviours that are adaptive to the situation, people and issue of the 
moment are functional and constructive: when conflicts are productive and constructive, they 
balance the interests of both parties to maximise the opportunities for mutual gains. 
 
As illustrated above, there were many participants who do not have conflict competence. The 
attitudes that the participants have cannot lead to productive conflict where conflict leads to 
mutual gains after negotiation. Lulofs (1994, p.4) argues that "The way we think about 
conflict has important implications for the way we act in situations where conflict exists.” 
What school managers lack are the skills necessary to deal with conflict situations. Yet, the 
basic elements of productive conflict include mutual interpersonal concern and 
interdependence. An effective school manager needs to know and practice the various styles 
of conflict resolution and these include collaboration, negotiation, accommodation, 
compromise, competition and avoidance. All these are crucial for a leader who needs to be 
conflict competent. 
 
Effective conflict management combats the negative aspects of conflict and increases the 
positive aspects of conflict. Rahim (2002) also points out that the aim of conflict management 
is to enhance learning and group outcomes. Maccoby and Scudder (2011) also add five 
important steps necessary in the management of conflict: 
1. Anticipate – taking time to obtain information that can lead to conflict. 
2. Prevent - developing strategies before the conflict happens. 
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3. Identify – if it is interpersonal or procedural, move quickly to manage it. 
4. Manage – remember that conflict is emotional. 
5. Resolve – reacting without blame and learning through dialogue. 
The participants‟ responses show that when they state that they are daunted by conflict, it 
means that they lack some of these skills.  
 
4.5 Summary 
This chapter explored the research responses from the 100 participants who were part of the 
study. The responses show clearly that there are few school managers and leaders who have 
competency in conflict management. Looking at the problems in many South African schools 
today, one may say that one of the pertinent reasons why schools are dysfunctional is the lack 
of effective ways to deal with conflicts. The scenario portrayed by the participants‟ responses 
shows that there are quite a number of challenges that school district officials need to 
overcome before they can expect schools to perform well. Teacher commitment and morale 
cannot be expected from schools that are always shrouded by unresolved conflicts among the 
role-players. Furthermore, when school principals and their management teams are not 
empowered to deal with conflict management, teachers are unlikely to be motivated to teach. 
Consequently, when the teachers are not motivated in their schools because of protracted 
conflicts and less than able school management, learner success is unlikely to happen. 
Conflict researchers need to look into this conflict aspect as they draw up plans to improve 
(especially failing) schools. In the next chapter conclusions and recommendations are 
discussed. 
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CHAPTER FIVE 
Recommendations and Conclusions 
 
5.1 Introduction 
This last chapter concludes the discussion that arose in this study. It highlights major 
conclusions and recommendations. This investigation has investigated an important aspect in 
all organisations; conflict. As the literature review chapter illustrated in chapter 2, there are 
skills necessary for conflict resolution and conflict transformation. Moreover, in that chapter 
we have seen how the conflict can be used to advance the positive ideals of an organisation. 
However, as the study‟s research findings show – there is still a huge necessity to prepare and 
educate school managers as to how they can enhance their performance through their conflict 
competence skills. 
 
This chapter looks at the summary of these major findings. The findings reflect the need for 
programmes that prepare teachers in general to empower themselves with conflict 
management skills. There appears to be a huge void when it comes to teacher training and 
conflict management skills. In formulating the summary of the findings a few central 
subtopics have been identified and these are discussed below. 
 
5.2 Township schools vs. “other schools” in conflict management 
The majority of the participants display various challenges when it comes to conflict 
management strategies. The results also show that many do not have conflict intervention 
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skills and a number of them prefer to avoid conflict at all costs. However, the study has 
shown that school managers from historically black schools or township schools experience 
more challenges. School managers from these schools indicated that there were conflicts in 
their schools that made the schools dysfunctional. It was also a majority of these teachers 
who stated that they were not guided by any vision. The latter is crucial because it is easy for 
conflict to destroy schools that are not guided by a vision. The different personalities within 
the schools can sway the organisation in any direction in the absence of a vision. It is also no 
wonder that many school managers from the historically black African schools prefer an 
intervention by an outside person to quell conflicts. 
 
A number of differences among participants appeared to hinge around from which schools 
the participants came. One has to accede, though, that the participants from the historically 
black African schools have the worst scenarios when it comes to conflict competence. This 
situation might explain why so many schools in the townships are frequently said to be 
dysfunctional. The managers have seen how conflict destroys school morale and the reason 
why they cannot understand the role of conflict in improving schools. They perceive conflict 
as confrontational, a form of insubordination that tends to destroy teacher morale. 
Dysfunctionality has also led to fear of dealing with conflict appropriately. This situation is 
worsened by the problem of not having been prepared for conflict management during initial 
teacher training. 
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5.3 Conflict management and training 
As highlighted above, the participants showed that they were struggling because many of 
them did not have any conflict management training. This appears to be among the 
problematic areas which make the school managers incompetent in conflict management. It is 
only less than 5% of the participants who were formally trained in conflict management. 
What this means is that people who lead schools were never prepared in this very crucial skill 
necessary for guiding an organisation successfully. The literature explored earlier reflected 
that all organisations experience conflicts. 
 
The responses of the participants illustrate that, when it comes to conflict management skills, 
many school leaders lead through “trial and error”. This is not ideal for running a working 
organisation, especially a school where effective teaching and learning are crucial for learner 
achievement. Conflicts can and will stall progress when those at the helm do not have the 
necessary skills. Demonstrating the strong necessity for and the lack of conflict competence, 
the participants stated that they would want a third party intervention should conflict arise in 
their schools. This need for intervention might indicate the lack of competence in the school 
managers. 
 
5.4 The need for intervention 
A number of participants indicated that they would like intervention from an outside body or 
individual to settle conflicts. This implies that they do not feel confident enough in dealing 
with conflict, as highlighted above. This is true of the participants who labelled their schools 
as dysfunctional. In chapter 2 where the anatomy of conflict was discussed, it was pointed out 
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that, as conflict managers, those managing or leading organisations should have a number of 
skills to make them effective in their organisations. 
 
Chapter 2 also highlighted a number of skills that managers need. Mediation and negotiation 
skills are among them. It is challenging if teachers do not have these skills. Moreover, a 
number of participants pointed out that they never even had workshops on conflict 
management. Unfortunately, a number of participants do not understand that conflict can be 
positive for the growth of the school as an organisation. 
 
5.5 Conflict as negative 
Many of the negative experiences of principals, as depicted in newspaper reports in South 
Africa, for example, might arise as a result of the negative consequences of conflict. Bullying 
in playgrounds, insubordination in the staffroom and irate parents demanding more for their 
children can all be seen by educators as different manifestations of conflict. Having not 
received any relevant training, the principals will perceive these events as ones that contribute 
negatively towards school success. For this reason, some schools will never grow because of 
the fear of conflict existence. School leaders who are incompetent in management might want 
to quell conflict as it emerges because they would not want the district officials to see what is 
happening, lest they be found wanting. Sometimes, the mere mention of conflict existing in 
their schools is a cause for concern because it embarrasses them and they might erroneously 
think it is a sign of management failure to guide the school. Yet, the district officials should 
enhance the schools‟ management by highlighting how conflict can build working schools. 
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Schools with no conflict might look stable on the surface but they might have deep, unsolved 
divisions and discontent underneath. 
 
Conflict management and conflict competence should indeed form part of all teacher training 
programmes. In addition, any school principals‟ preparation programme should ensure that 
the principals are trained thoroughly in conflict management. This cannot be done through 
short term workshops. Training needs to be well prepared and thorough. The school leaders 
should be taught to welcome and even to “invite” conflict. Below, I have outlined the 
recommendations drawn up after the analysis of the findings of the study. 
 
5.6 Components impacting on conflict competence 
One of the surprising results in the study was to discover that 28% of the participants pointed 
out that their schools are not guided by a vision. Linked to this, there are also another 28% 
who characterised their schools as dysfunctional. School leaders who do not have a vision are 
likely to have dysfunctional schools. Dysfunctional schools are likely to be unable to solve 
conflicts; they usually have protracted conflicts. Schools with no vision will flounder. Msila 
(2011) points out that it is challenging for a school with no vision to have a sound culture and 
positive climate. “The vision is what binds the employees together in a team as they strive for 
organisational goals” (Msila, 2011, p.443). Visionary and competent school leaders would be 
able to deal with conflicts effectively. Forty-five participants, though, pointed out that there 
was a lack of teamwork in their schools. Usually visionary leaders are able to foster a team 
culture in their schools. Without a clearly spelt out vision, there are likely to be fears 
68 
 
regarding any signs of conflict. In fact, the staff members may be suspicious of a number of 
things within the organisation and any kind of conflict is one of these. 
 
School leaders with a vision are more likely to confront conflict with a positive zeal to learn 
from the experience. Visionary leaders are also eager to learn and know the worth of 
professional development. Learning aspects such as mediation, negotiation and conflict 
transformation might be difficult to learn and embrace; however, visionary leaders know the 
value of lifelong learning. Without the necessary training, though, schools will have fewer 
school leaders who are competent in dealing with conflicts. Eighty-two participants in the 
study spelt it out that they were never trained in conflict management. This is an alarming 
finding and shows why teacher education needs to introduce reforms in curricula. All 
teachers should be prepared for conflict management. In an age where all teachers are 
expected to be leaders, they should be able to work closely with the school leaders in leading 
the schools. When teachers are well prepared, they learn to be moral leaders and moral 
leaders will be effective conflict managers.  
 
5.7 Moral leadership: Do values matter? 
Finally, one has to revisit the theory framing this study. The framework looks at moral 
leadership. The literature supporting the discussion of the findings shows that moral leaders 
can be effective in conflict management.  Moral leadership touches on the issue of values, 
morality and effectiveness. Sobol (2002) contends that troubled and dysfunctional schools 
where justice and equity are absent are precisely the places where ethical thought and action 
are needed. Moreover, school leaders and managers today require certain qualities to survive 
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the challenging demands of their jobs. Ramsey (1999) points out that most school 
administrators are stuck and usually limited to function strictly as managers. He also states 
that managers make do, they are constantly monitoring, and being a manager is hard work 
and not much fun. However, leaders energise and excite the organisation and the people in it 
by showing what it can become. “Leaders deal with visions, dreams and possibilities” 
(Ramsey, 1999, p.7). School leaders also need to look closely at cultural models in their 
organisations. 
Cultural models in organisations have become crucial as organisations begin to emphasise the 
informal aspects. Bush (2003) posits that cultural models focus on the values, beliefs and 
norms of individuals in the organisation and “... how these individual perceptions coalesce 
into shared organisational meanings. Cultural models are manifested by symbols and rituals 
rather than through the formal structure of the organisation.” At a time when violence and 
drugs have become commonplace in a majority of schools, school leaders have perceived a 
need to emphasise morality and values. Furthermore, Bush (2003, p.156) contends: 
The increasing interest in culture as one element in school and college management 
may be understood as another example of dissatisfaction with the limitations of the 
formal models. Their emphasis on the technical aspects of institutions appears to be 
inadequate for schools and colleges aspiring to excellence. The stress on the intangible 
world of values and attitudes is a useful counter to these bureaucratic assumptions and 
helps to produce a more balanced portrait of educational institutions. 
 
The demands and pressures that the principals are subjected to every day require them to be 
prepared for their jobs. Schools, like all organisations, reflect some kind of dynamism that is 
indicative of a fast changing society. Principals need to employ contingent approaches to deal 
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with the challenges of the rapidly changing environment. Upholding moral leadership can 
help in building schools that can resolve conflicts in a way that enhances organisational 
functioning and good interpersonal relations.  
5.8 Conclusion 
All successful schools require a number of factors to exist among staff members. These 
include strategic decision making, coordination, competition and productivity. The reality, 
though, is that all these in real life, under normal circumstances, are accompanied by conflict. 
This is the reason, in answering the question posed in this study; one has to say that school 
managers and leaders do need conflict competence skills. This study, though, exposed the 
fact that many schools are led by principals and managers who are not conflict competent. 
Yet, through the literature reviewed in this research report, we know that several aspects are 
given room in successful schools where conflict is managed positively. Effective principals 
know that diversity should be enshrined and dissent promoted, while intra-group conflict and 
intra-group competition can all become useful implements for the development of highly 
achieving schools.  
 
The challenge for many, though, is that they operate in isolation where they do not see a 
moral obligation to learn from the experiences of others. Schools, like teachers within them, 
tend to be isolated and teachers are scared to share their experiences with others. This is even 
truer with “failing” schools. Failing school principals are less likely to want to share their 
stories with other neighbouring schools. However, schools can always learn from the 
experiences of others.   
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5.9 Recommendations 
 It would help to draw up comprehensive findings on conflict competence if a 
qualitative study could be conducted to supplement the quantitative study. Hearing the 
teachers‟ voices expressing how they see their roles in conflict management can 
enrich the findings. An ethnographic study, for example, might complement such a 
study by trying to understand the culture of the principals in South African schools. 
 A conflict management qualification should be mandatory for all future principals. 
This means that all teachers would have to undergo this training because they might 
not know when they will be principals. 
 School managers should adopt the concept of developing teacher leaders in their 
schools. Leadership should not be centred on one person, the principal; it should be a 
collective responsibility. This means that effective principals have to constantly 
develop their teachers and change them into matured professionals who will be able to 
accept the responsibilities of shared leadership. 
 The School Management Teams (SMTs) in schools should also be prepared in 
conflict management skills. The parents, senior teachers and learner leaders should be 
able to work with those at the helm of the schools to create success for all. More 
research needs to be conducted in the area of conflict management and conflict 
competence in schools. The more principals understand the role of conflict in schools, 
the fewer problems they will experience as they positively deal with conflicts. 
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conditions be flouted: 
 
1. The District/Head Office Senior Manager/s concerned must be presented with a copy of 
this letter that would indicate that the said researcher/s has/have been granted 
permission from the Gauteng Department of Education to conduct the research study.   
2. The District/Head Office Senior Manager/s must be approached separately, and in 
writing, for permission to involve District/Head Office Officials in the project.  
3. A copy of this letter must be forwarded to the school principal and the chairperson of 
the School Governing Body (SGB) that would indicate that the researcher/s have been 
granted permission from the Gauteng Department of Education to conduct the research 
study. 
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1. A letter / document that outlines the purpose of the research and the anticipated 
outcomes of such research must be made available to the principals, SGBs and 
District/Head Office Senior Managers of the schools and districts/offices concerned, 
respectively.           
2. The Researcher will make every effort obtain the goodwill and co-operation of all the 
GDE officials, principals, and chairpersons of the SGBs, teachers and learners involved.  
Persons who offer their co-operation will not receive additional remuneration from the 
Department while those that opt not to participate will not be penalised in any way. 
3. Research may only be conducted after school hours so that the normal school 
programme is not interrupted. The Principal (if at a school) and/or Director (if at a 
district/head office) must be consulted about an appropriate time when the researcher/s 
may carry out their research at the sites that they manage. 
4. Research may only commence from the second week of February and must be 
concluded before the beginning of the last quarter of the academic year. 
5. Items 6 and 7 will not apply to any research effort being undertaken on behalf of the 
GDE. Such research will have been commissioned and be paid for by the Gauteng 
Department of Education. 
6. It is the researcher’s responsibility to obtain written parental consent of all learners that 
are expected to participate in the study. 
7. The researcher is responsible for supplying and utilising his/her own research 
resources, such as stationery, photocopies, transport, faxes and telephones and should 
not depend on the goodwill of the institutions and/or the offices visited for supplying 
such resources. 
8. The names of the GDE officials, schools, principals, parents, teachers and learners that 
participate in the study may not appear in the research report without the written 
consent of each of these individuals and/or organisations.   
9. On completion of the study the researcher must supply the Director: Knowledge 
Management & Research with one Hard Cover bound and one Ring bound copy of the 
final, approved research report. The researcher would also provide the said manager 
with an electronic copy of the research abstract/summary and/or annotation. 
10. The researcher may be expected to provide short presentations on the purpose, findings 
and recommendations of his/her research to both GDE officials and the schools 
concerned. 
11. Should the researcher have been involved with research at a school and/or a 
district/head office level, the Director concerned must also be supplied with a brief 
summary of the purpose, findings and recommendations of the research study. 
 
The Gauteng Department of Education wishes you well in this important undertaking and 
looks forward to examining the findings of your research study. 
 
 
Kind regards 
 
 
Nomvula Ubisi 
DEPUTY CHIEF EDUCATION SPECIALIST: RESEARCH 
_________________________ 
The contents of this letter has been read and understood by the researcher.  
Signature of Researcher:  
Date:  
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Questionnaire: Conflict management and Effectiveness in schools 
 
Dear Participant 
My name is Vuyisile Msila, a Master of Philosophy (Conflict Management and Transformation) 
student at the Nelson Mandela metropolitan University. I am currently conducting research for my 
mini-dissertation and will be grateful if you can fill in this attached questionnaire.  
This questionnaire seeks information of the impact of Conflict Management and Transformation in 
schools. I am looking at the impact of this in school effectiveness. I wish to assure you that your 
responses are confidential and you will remain anonymous. 
 
Your participation is of outmost importance. Take a few minutes and complete the attached 
questionnaire. Note the following: 
 Answer all questions. 
 Do not write your name or the name of your school on the questionnaire. 
 It will take approximately 50 minutes to complete this questionnaire. 
 Please give your honest answers and first spontaneous reaction. 
 Kindly return the completed questionnaire to the person from whom it was received. 
 
Thank you for your assistance 
……………………………….. 
Vuyisile Msila   
083 435 8623 
msivuy@gmail.com 
 
SECTION A 
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Biographical information 
Please indicate by a cross (X) your response to the following. Please note that you need to cross only 
one item per question. 
 
1. Your current position at your school. 
Principal  
Deputy Principal  
Head of Department  
SMT Member  
PL1 Educator  
Other (Specify)  
 
2. Position on School Governing Body or School management Team 
Chairperson  
Treasurer  
Principal  
Educator governor  
Other (Specify)  
 
 
 
 
 
3. Formal qualifications in School Management 
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Some basic degree e.g. BA (Human Resource)  
Some diploma in Management  
Some certificate (e.g. ACE SML)  
Some postgraduate degree  
No qualification  
Other (Specify)  
 
4. Management experience 
Below 5 years  
More than 5 years but less than 10  
10 years or more  
 
5. Type of school 
Secondary School (Urban)  
Primary School (Urban)  
Farm School  
Rural School  
 
6. In the previous dispensation your school was categorised as: 
DET school  
Model C school  
HoR school  
HoD school  
Other (specify)  
 
7. You would describe the working environment at your schools in the past two years as:: 
Excellent (no conflicts)  
Good (few petty conflicts)  
Fair ( a number of conflicts)  
Bad (There are conflicts all the time)  
Other (Specify)  
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8. The school management gets community support 
 
All the time  
Sometimes  
Never  
Other (Specify)  
 
9. The teachers in your school adhere to the Educators’ Code of Conduct: 
 
The majority  
50% of the educators  
None of them  
Other (Specify)  
 
10. How familiar are you with negotiation strategies in resolving conflicts? 
 
Know them very well  
Have some knowledge  
Have no clue  
Other (specify)  
 
11. You know the role of mediator in conflict situations. 
 
Yes, very well  
Have some knowledge  
Have no clue  
Other (Specify)  
 
12. You have attended a workshop on Conflict Management in the past five years 
 
Yes and it was effective  
Yes, but it was not helpful  
Never  
Other (Specify)  
 
13. Is your school guided by a vision? 
 
Yes  
No  
What is a vision?  
Other (Specify)  
 
 
SECTION B 
Each item in this section has five responses to choose from. Select an answer by putting a cross next to 
the number. If possible, try to avoid the middle response (i.e. NOT SURE): 
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14. There is no conflict in your school 
Strongly agree Agree Not sure Disagree Strongly disagree 
 
15. The school culture in your school can be described as dysfunctional 
Strongly agree Agree Not sure Disagree Strongly disagree 
 
16. There are no conflicts in your school because your teachers are committed to a vision and 
commitment to common goals. 
Strongly agree Agree Not sure Disagree Strongly disagree 
 
17. Conflict is suppressed before it can surfaces in your school. 
Strongly agree Agree Not sure Disagree Strongly disagree 
 
18. The school could have been more successful without the conflicts you currently experience.  
Strongly agree Agree Not sure Disagree Strongly disagree 
 
19. The school could have been more successful without the conflicts you currently experience. 
Strongly agree Agree Not sure Disagree Strongly disagree 
  
20. As a school manager, you always avoid conflict in the school.  
Strongly agree Agree Not sure Disagree Strongly disagree 
 
21. . Personally, you feel that conflict is always dangerous to organisational growth.  
Strongly agree Agree Not sure Disagree Strongly disagree 
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22. There are constant fights in the school’s staffroom. 
Strongly agree Agree Not sure Disagree Strongly disagree 
 
23. . As a manager, you feel that your school needs outside intervention to resolve conflicts.  
Strongly agree Agree Not sure Disagree Strongly disagree 
 
24. Gender differences enhance conflict in your school. 
Strongly agree Agree Not sure Disagree Strongly disagree 
 
25. Cultural differences worsen conflict in your school. 
Strongly agree Agree Not sure Disagree Strongly disagree 
 
26. In your school, you deal effectively with conflict because of effective team work. 
Strongly agree Agree Not sure Disagree Strongly disagree 
 
27. For the past five years, progress has been stalled in the school because of conflicts. 
Strongly agree Agree Not sure Disagree Strongly disagree 
 
28. Teachers can hardly be effective in conflict resolution. 
Strongly agree Agree Not sure Disagree Strongly disagree 
 
29. School managers and leaders were never prepared for conflict resolution in schools. 
Strongly agree Agree Not sure Disagree Strongly disagree 
 
30. In your school, you find it easy to resolve conflict between yourself and others. 
94 
 
Strongly agree Agree Not sure Disagree Strongly disagree 
 
31. In your school, you find it easy to resolve conflict among your teachers. 
Strongly agree Agree Not sure Disagree Strongly disagree 
 
32. According to your belief, teachers should welcome conflict in their schools because conflict 
helps in bringing about change.  
Strongly agree Agree Not sure Disagree Strongly disagree 
 
33. Leadership is shared by all teachers in your school.  
Strongly agree Agree Not sure Disagree Strongly disagree 
 
34. Old conflicts have a huge impact on the current school success.  
Strongly agree Agree Not sure Disagree Strongly disagree 
 
35. You were trained in conflict management strategies.  
Strongly agree Agree Not sure Disagree Strongly disagree 
 
36. The morale of teachers in your school is very low because of conflicts. 
Strongly agree Agree Not sure Disagree Strongly disagree 
 
37. The school management in your school has ‘given up’ because of sustained conflicts.  
Strongly agree Agree Not sure Disagree Strongly disagree 
 
38. Conflict resolution workshop attendance can minimise conflict in schools.  
95 
 
Strongly agree Agree Not sure Disagree Strongly disagree 
 
39. Conflicts in schools occur because of ‘bad’ or ineffective management. 
Strongly agree Agree Not sure Disagree Strongly disagree 
 
40. It will take years before your school can attain success because of conflicts. 
Strongly agree Agree Not sure Disagree Strongly disagree 
 
41. Your school succeeds because the parents assist in resolving conflicts. 
Strongly agree Agree Not sure Disagree Strongly disagree 
 
 
 
